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  2. Hj. Fitri Nugraheni, SE. MM. 
 
 
UNIVERSITAS MURIA KUDUS 
FAKULTAS EKONOMI PROGRAM STUDI MANAJEMEN 
 
Penelitian ini bertujuan untuk menganalisa peningkatan loyalitas pelanggan 
melalui Customer Relationship Management (CRM) pada di lembaga PAUD 
Syamsa Auladina Kudus. Dimana diajukan tiga variabel bebas dan satu variabel 
terikat, yaitu orang,proses dan teknologi sebagai variabel bebas dan loyalitas 
pelanggan sebagai variabel terikat. 
Penelitian ini dilakukan dengan metode survei terhadap pelanggan di lembaga 
PAUD Syamsa Auladina Kudus dan dianalisis dengan regresi. Tahap pertama 
menguji validitas dan reliabilitas pertanyaan setiap variabel. Tahap kedua, 
meregresi orang, proses dan teknologi terhadap loyalitas pelanggan di lembaga 
PAUD Syamsa Auladina Kudus. 
Hasil penelitian menunjukkan bahwa variabel orang, proses dan teknologi 
berpengaruh positif signifikan terhadap loyalitas pelanggan di lembaga PAUD 
Syamsa Auladina Kudus. Pihak manajemen diharapkan meningkatkan kualitas 
sumber daya manusia dan proses pelayanan serta Lembaga PAUD Syamsa 
Auladina Kudus tetap mengupgrade sistem teknologi yang ada disesuaikan 
dengan kebutuhan. 
 
Kata kunci:  Orang, Proses, Teknologi dan Loyalitas Pelanggan. 
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IMPROVING CUSTOMER LOYALTY BY CUSTOMER 
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UNIVERSITAS MURIA KUDUS 
ECONOMIC DEPARTMENT OF MANAGEMENT PROGRAM 
 
 
This study aims to analyze improving customer loyalty by Customer Relationship 
Management (CRM) at institute of PAUD Syamsa Auladina Kudus. Where is 
proposed three independent variables and one dependent variable, that is people, 
processes and technology as independent variable and customer loyality as 
dependent variable. 
This research was conducted by survey method to customer at institute of PAUD 
Syamsa Auladina Kudus and analyzed by regression. The first phase tested the 
validity and reliability questions for each variable. The second phase, regressed 
people, processes and technology on customer loyality in institute of PAUD 
Syamsa Auladina Kudus. 
The results showed that the variables of people, processes and technology have a 
significant positive effect on customer loyalty in the institute of PAUD Syamsa 
Auladina Kudus. The management is expected to improve the quality of human 
resources and service process and PAUD Syamsa Auladina Kudus keep 
upgrading existing technology system tailored to the needs. 
 
Keywords: People, Processes, Technology and Customer Loyality. 
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